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EXECUTIVE SUMMARY

Our misson at the Kansas City Digrict Corps of Engineers (NWK) isto provide service to the Army,
nation and other current and emerging customers. We dirive to surpass expectations by first
understanding customer needs, then by continually improving the skills required to meet those needs.

Our goals are focused in three categories.
These god's are based on our commitment to the
Army, the customer and our skills development.

1. People
2. Process
3. Communication

This plan espouses a proactive approach to addressing
the operating environment we facetoday. Theintent

of this Outreach Coordination Plan isto provide atool
that enhances our raionship with, and the quaity of
sarvice to, our customers, partners, alies, stakeholders,
and the private sector. It isatool that enables usto reach our goals.

Outreach efforts are about building aliances, partnerships and programs that add value and build
upon the support that is dready available to the armed forces. Ultimately, our success depends on
our commitment and the skill of NWK personnd to maintain a positive relaionship with cusomers.

Because of their importance, this Outreach Coordination Plan places speciad emphasis on customer
outreach and NWK personnel skills development. In the end, maintaining a positive relaionship
with customers and improving capabilitieswill lead us to successfully reaching our goals.

Appendix A contains our Customer Strategies. Information gathered during the FY 2001 Customer
Satisfaction Survey was used to develop these plans. The Customer Outreach Coordinator and the
ESFO Coordinator assst each business sector in god accomplishment, training materid, lead
tracking for emerging program and service areas, and in customer development.
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INTRODUCTION

DISTRICT OVERVIEW
The NWK provides comprehensve engineering, management, emergency response, and
technica support to the Depa1mer1t of Defense, other federa agencies, and state and local
e QJOVErNMENtS.

Our operationd programs include Civil Works, Military
Congtruction, and the cleanup of Hazardous, Toxic and
Radioactive Wagte. We are a Vdue Engineering Center of
Expertise for the Corps of Engineers.

Our Civil Works boundaries include parts of Missouri,
Kansas, lowa, Nebraska, and Colorado. Our Military
Congtruction boundaries encompass the states of Missouri and Kansas. We are the primary
design digtrict for superfund projectsin EPA Region Il and V11, and are responsible for
cleanup of hazardous waste Sites a active and former defense facilitiesin four states. At
NWK, we aso administer radioactive waste disposa contracts that are utilized nationwide.

Project security is critical and will continue to be afocus of our efforts in every aspect of our
operations.

We accompl ish our missions through strong leadership and a team-based organization. We

have adopted the Project Management Business Process (PMBP) as

the mechanism for achieving optimum effectiveness from the

organizationa gructure. Through involvement of al managers and

employees, PMBP utilizes a systematic gpproach and quantitative

methods to continuoudly improve our processes, achieve better
efficiency and higher levels of cusomer satisfaction.

The digtrict headquartersislocated in Kansas City, Missouri, near
the confluence of the Missouri and Kansasrivers.
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VISION

Our vison isto be the world's premier public engineering organization. We are trained and
ready to provide support any time, any place. We are a full spectrum engineer force of high
quality, dedicated solders and civilians.

\

Weare:
> A vitd pat of the Army;
» The Engineer team of choice - responding to our Nation's
needsin peace and war;
» A vaue-based organization — Respected, Responsive and
Religble.

WEe re changing today to meet tomorrow’ s challenges!

MISSION

The NWK misson isto plan, manage and execute civil works, military, environmentad, and
emergency response programs within assigned areas of responshbility to support the nation's military
and engineering needs. We fulfill this misson by focusng on the following areas. People, Process
and Communication

1. People
» We are committed to earning and keeping the trust of al stakeholders.

> Our leadership demongrates our core vaues of qudity, integrity, professondism,
caring and safety through persond leadership and involvement.

» We develop corporate strategies that involve our
workforce in the entire process. We build and
maintain an environment that isrich in
participation, communication, and persona and
organizaiona growth.

y = J J < > We respect and honor the whole person.
» We embrace the concept of "One Corps, One Regiment, One Team."
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2. Process

»  We are committed to continuoudly evaluate our systems, processes, resources
and organizationd sructure to ensure that we are digned to achieve qudity
results. We build upon our distinguished history.

» We dtrive to be recognized as the organization of choice by our customers and
our workforce. We exceed the expectations of those we serve and support.

» We provide the best quality products and
services with the most technically competent
workforce. We improve effectiveness by
continuoudy reviewing our best business
practices to meet the customer’ s needs.

» We always partner with other Corps
organizations to provide our customers with a
seamless and integrated qudity effort.

» We are each important to the Digtrict’ s misson. We encourage team leadership that
builds on individua strengths, vaues, and diversity and achieves unity of effort. We
support persond and professona growth in al people.

3. Communication

> Weaedways ready for the unexpected. We determine what processes and
additiona skillswe need
to remain viable, usng our
full potentid aswe
embrace additional
responshilities.

» Webuild upon and
maintain a cohesve
workforce that isfully
prepared to respond to

diverse missons.

» We develop ways to enhance our rdationships with current and potentia
customers. We provide them a means to measure and eva uate satisfaction.

» We develop agrategic marketing plan as the Corps expands and enhancesiits
traditiond missons.
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MANAGEMENT TEAM

Didrict Engineer

Colone Donald. R. CUrtiS, JR......c.uieiiiiie e (816) 983-3202
Deputy Didrict Engineer

Lieutenant Colonel Gary L. HEer.......cooieiiiie i e e (816) 983-3207
Deputy District Engineer for Planning Program and Project Management

Mr. Michagl G. Trial. ..o e (816) 983-3203
Executive Officer and Customer Outreach Coordinator

M LAy L. MY S, .. e e e e e e e (816) 983-3205
Chief of Enginearing-Congtruction Divison

MIEWIHTTAM I ZANEN ... oo e (816) 983-3178
Operaions Divison

MIE DESR. GOYE ...eeiei i e e (816) 983-3342

Chief of Red Edate Divison
Mr. Greg G. WIlSON ... e (816) 983-3728

Chief of Contracting Division
MS. JOANNAL. BIECK. ... v v ettt (816) 983-3918
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CUSTOMER RELATIONS PLANNING

CUSTOMER RELATIONSCYCLE

The Outreach Coordination Plan recognizes the importance of relationships with, and qudity
and service to its customers, partners, dlies, stakeholders, and the private sector. However,
we place specid emphasis on customer relations. The Customer Relations Cycle depictsthis
effort and presents dl four eements of the cycle:

Customer Rdaions Planning
Customer Development
Implementation and
Evduation

ﬂ CUSTOMER
EVALUATION

RELATIONSPLANNING

YV VYVYY

Customer
Relations

Cycle

IMPLEMENTATION CUSTOMER

4@ DEVELOPMENT

Information gathered during the FY 2001 Customer Satisfaction Survey was used to develop
our customer plans.
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CUSTOMER STRATEGY MATRIX

The Corps management team uses the following matrix to analyze and discuss customer
opportunities. These discussons form the basis for the customer strategies in Appendix A.

Current Programs New Programs
Current Customers 1. Current Customer 3. Program Development
Development Strategies Strategies
2. New Customer Development 4. Diverdficdion
Potential Customers Strategies Strategies

1. Current Customer Development Strategies
Current Customer Development consists of our seeking increased exposure of current
programs and services with current customers through a more coordinated outreach effort.

As customers missions change and their resources decrease, their requirements for awide
range of technica and environmenta servicesincrease. This Stuation represents unique
opportunitiesto assst our customers. We want the best fit between these opportunities
and our competencies.  Egtablishing mutudly beneficia relationships aides this process.

2. New Customer Development Strategies
New Customer Development strategies consst of our seeking increased exposure by
taking our current programs and services to new or potentia customers. This can be done
intwo ways.

a. By developing different versons of current programs and services that may be more
appedling to new customers.

b. By serving additiona geographica regions through aliances, partnerships or
reciproca arrangements with other Corps of Engineers or government bodies.

Opportunities to support other federd agencies are increasing as they face manpower
reduction mandates and still need to execute their misson. Virtua
Teaming/Partnering with other Corps didricts, first within Northwestern Divison and
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secondly across USACE, is essentid to improve our success. Partnering with Corps
entities, labs, and centers of expertise also leverages our sills and resources for
mutud gain.

3. Program Development Strategies
Changing demographics, technology, lifestyles, and customer requirements contribute to
the necessity of staying relevant to the needs of customers.

Program Development consists of our developing new or improved programs or services
for current customers. Market research is used to determine current customers wants and
needs. There are three possibilities for this strategy:

a. Deveop new program or service features or content by adapting, modifying,
rearranging, or combining existing programs, services or festures,

b. Create different degrees of assistance, or versions, of the current programs or services.
c. Develop new programs or services that are requested or needed by current customers.
4. Diverdgfication Plans
Diversfication is where we seek to reach new customers with new programs or services.
Divergfication is an expensve srategy. It isamost dways easer and more profitable,
short-term, to enhance current programs or services exposure with current customers.

However, in the long term, new customers and new programs or services are vita to our
continued success. Diversfication Strategies are long-term in nature.

Our resource dlocation for each strategy is gpproximately:

Current Programs New Programs
Current Customers 70% 20%
5% 5%
Potential Customers
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OUTREACH COORDINATION PLAN

The foundation of this plan is recognition that NWK has different categories of customers. All
customers, whether they are large or smdl, high-volume or low-dallar, current or potentia are
important to our success.

Sudaning relaionships with existing customers, while

seeking new customers, is very important to our success. We
must remain flexible to accommodate the different needs of
our customers while we organize and guide the overdl effort.

We continue to increase the level of customer care and rapport
within NWK. Thisis accomplished by coordinating activities
of the Project Manager/Account Managers, assgning qudified
personne to projects, and through the expertise of our
personnel on the ground. Personned on the ground are our best
' : salespeople. Through training in the PROSPECT Customer
Reations Workshop, NWK personnel become proficient in identifying and reporting new customer
needs and opportunities. Quality Assurance/Qudlity Control through the Project Management
Business Process is used to ensure that quaity products and services are delivered.

The ability to recognize opportunitiesis enhanced by the availability of immediate and up-to-date
marketing information. Thisis accessble to personnd through aweb-based system of marketing
meterids for products and services. There arelinks to Didtrict, Divison and USACE Customer
Rdations Plans and links to National Outreach web sites and others.

Identifying and reporting opportunities is just the beginning. Proposals must be developed ad
written. Thisisafundamenta areafor staff development. Workshops for proposa development and
r writing are available to key personnd.

Our vison is" Changing today to meet tomorrow's
chdlenges" This meanswe must be ready to innovate ad
embrace new ideas. NWK staff isencouraged and expected
to "think outside the bubble" and explore new solutions for
tomorrow's challenges.
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STRATEGIES

FY 2001 Strategy Results

During FY 2001, NWK successfully completed the following Strategies. As aresult, we enjoyed an
increase in our customer base and revenue.

Strategy Status
1. Edablish and facilitate three outreachtraining workshops Complete
for team members.,
2. Hold, at aminimum, one proposa/ customer care Complete
workshop.
3. Deveop and conduct customer surveys during FY 2001 on Complete

al programs (Military, Civil and HTRW) and report results
and recommendations to the PRB.

4. Mest at least once during FY 2001 with strategic Complete
customers.

5. Edablish lines of communications and nurture Complete
relationships with AFCEE, NWS/F. Lewis and FUDS
PRP/Cost Recovery Programs.

6. Nurture relationships with BOP, KDOT, GSA, MODOT, Complete
SWT, and MVS,

7. Nurture relationships with other Corps divisong/didtricts. Complete

8. Devdop didrict marketing brochures and materias. Complete
Provide easy access of these materias to team members.

9. Conduct quarterly brown bag meetings and town hall Complete
mesetings to exchange ideas and discuss the Didtrict’s
outreach efforts.
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FY 2002 Strategies

During FY 2002, our goas of People, Process and Communication will be addressed through these
drategies.

=

Establish recruiting team.

Establish recruitment coordinator.

Devedop rdaionship with universties.

Deveop assgnments.

Develop forma and informd recognition programs.
Promote team-building activities

Celebrate the Corps.

Deveop and implement PMBP training.

Develop PMP for each project.

© © N o g bk~ 0w DN

=
o

. Develop an overd| qudity management plan.

|_\
|_\

. Improve business quality processes.

[EEN
N

. Improve workload projections.

=Y
w

. Clarify decisonmaking processes to stakeholders.

=
SN

. Promote face-to-face interaction.
. Seek and respond to customer feedback.
. Hold stakeholder mestings.

. Publicize RMB focus aress.

e e
© N O O

. Share divison-wide process improvements.

[y
(o]

. Educate public and congressond staffs on Strategies.
. Publicize therole of the DBOD.

N
o
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FY 2002 STRATEGY RELATIONSHIP TO NWK GOALS

The FY 2002 strategies support each of the three gods of the NWK. They will enable usto
fulfill our misson and live our vison.

To bethe world's premier engineering organization.
Trained and ready to provide support any time, any place.
Changing today to meet tomorrow’ s challenges!

To plan, manage and execute civil works, military, environmentd, and emergency
response programs within assigned areas of respongbility to support the nation's
military and engineering needs.

> Egablishrecruiting teem. > Develop and implement PMBP training.
» Establish recruitment coordinator. > Develop PMP for each project.
» Deveop rdationship with universties. > Develop an overdl quality management plan.
> Develop assignments. N > Improve business quality processes
» Deveop formd and informal recognition > Improve workload projections
programs. o . » Claify decison-making processes to
» Promote team-building activities stakeholders
» Celebrate the Corps

v
- Communication

Promote face-to-face interaction.

Seek and respond to customer feedback.

Hold stakeholder meetings.

Publicize RMB focus aress.

Share division-wide process improvements.

Educate public and congressiona staffs on strategies.

Publicize the role of the DBOD.

Y VVVYVYYYVY
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MEASUREMENT AND EVALUATION
Quarterly reports are posted on digtrict Intranet web page:

» Monthly report to Project Review Board (PRB).
= Tracks new projects and customers.
=  Tracksdollar vaue of projects by business sector.

BUDGET
The FY 2002 Outreach Coordination budget is estimated to be in the amount of $185,000.
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APPENDIX A: CUSTOMER STRATEGIES
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KEY — Réationship Categories

Green — Relationship adequate; keep doing what we are doing.
Amber — Relationship can beimproved; internal actions needed

Red — Relationship has serious challenge; exterior intervention required
Blue - Not engaged. Relationship has yet to be established.

State Agencies

“Missouri Department of Natural Resources A HMissouri Department of Transportation

”Missouri Department of Natural Resources A HMissouri Department of Natural Resources

“Kansas Department of Wildlife & Parks A Kan.sas Department of Health and
Environment

”Nebraska Game & Parks A HKansas State Historic Preservation Office

Nebraska Department of Environmental

”M issouri Department of Conservation

Quality
”Missouri State Historic Preservation Office HKansas Department of Health & Environment
IL'Z“SSOU” State Emergency Management HMissouri Department of Conservation
gency
K ansas Department of Health & Environment HK ansas Water Office
”Kansas Water Office HK ansas Dept of Ag/Div of Water Resources

”Kansas State Historic Preservation Office lowa Department of Natural Resources

| K ansas State Emergency Management lowa Department of Natural Resources

gency
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Military

IArmy Material Command

HFort Leonard Wood

Lake City Army Ammunition Plant

Fort Leavenworth

HNationaI Imagery and Mapping Agency

IAir Mobility Command

HDefense L ogistics Agency

McConnell Air Force Base

HKansas National Guard

IAir Combat Command

Fort Leavenworth

Whiteman Air Force Base

Fort Leonard Wood Health Facility Planning Agency
H89th RSC HDefense Medical Facility Office
National Guard Bureau H89th Regional Support Command
IAviation Missile Command “Missouri National Guard

McConnell AFB \I\//Ivz(;l)r:)%uver Support Center, Fort Leonard
'Whiteman AFB Military Entrance Processing Station
FORSCOM IArmy Recruiting Station

Fort Riley L ake City Army Ammunition Plant
TRADOC Community Family Support Center
Sunflower AAP HLake City AAP

IAFCEE Kansas AAP

Griffins AFB
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Federal Agencies

HUS Fish & Wildlife Service A HEPA Region I

HEPA Region VII A HEPA Region VII

Bureau of Prisons A HEPA Region IV

Coast Guard/EPA Region 6/TulsaDist (OPA)| A ”EPA Region VI

HFish & Wildlife Service A ”FDA

Federal Emergency Management Agency HGeneraI Services Administration
Southwestern Power Administration HDOE

U.S. Coast Guard “FEMA

Bureau of Prisons HHUD

HUS Postal Services HGeneral Services Administration
Tribes

]

HKickapoo Tribe of Kansas

Public at Large

Recreational Users Trade Associations

IAE Arms Professional Organizations
Construction Contractors Service and fraternal organizations
HNews Media L ake Associations

HFederaI Executive Board University of Missouri — Rolla

University of Missouri — Columbia

Combined Federal Campaign

HChambers of Commerce HKanws City Metro Community Colleges
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Other Agencies

HM issouri Coalition for the Environment A L evee and Drainage Districts

@%ﬁfﬁ City, MO Department of Public A Southwestern Power Resources Association
Kansas City, MO Parks Department A Navigators

Kansas City, KS A HKanaas City, MO Water Services Department
IAmerican Rivers HKansas City, MO Port Authority

Sierra Clubs I,:"ezveeand Drainage Districts, KS, MO, IA,
Missouri-Arkansas Flood Control Jefferson City, MO Department of Public
IAssociation \Work

MARC 2000 (Navigation interest group) City of Merriam, KS

HMissouri River Basin Association (MRBA) Topeka, KS

HU pper Mississippi Flood Control Association Fairfax Drainage District

HM issouri River Natural Resource Committee HK&N Valley Drainage Didtrict, KS

HBurIington Northern Railroad Union Pacific Railroad

Internal

IT/IM Support _‘ Sesttle

ABC A Portland

CPAC services A \WallaWalla
CPOC Services A Omaha

/AIS Customer and Comments A St. Louis

Union Number 29 St. Paul

NWD HQ District to District
HHQUSACE ”Empl oyees
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ADDENDUM: CREATING A MONTIORING AND MEASURING SYSTEM THAT
DRIVES SUCCESS
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